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• Community based 
mental health services 
provider founded in 
2000
• Locations: Fayetteville 
and Durham


















• Owner/Clinical Director desire 
to grow and expand services
• Presenting Issue: Management 
team lacking skills to effectively 
manage staff and solve 
problems
• Purpose: Capture the culture 
and develop strategy to 
transition to culture conducive 
for growth and development
Literature Review
• Mental health organizations reflect mixture of different cultures-
transactional leadership (Beinecke, 2009; Langevoort, 2017; Winkler & 
Fyffe, 2016)
• Responsible for compliance with federal, state, and local entities- HR and 
technology costly and intrusive
• Research suggests that moving from a culture of compliance to a learning 




• The aim of this project was to make 
recommendations that could help 
develop an organizational culture of 
increased effectiveness that can 
realize the goals of the organization 
while satisfying the needs of the 
stakeholders
• Implementation using a phased 
approach with three primary phases 
Scope & 
Approach 
• The project will 
prescribe to a 
transitional model of 
change to cultivate 




Activities & Action 
Plan
Social Media Plan
• The primary social media goal 
for Makin’ Choices was to 
leverage the current web 
presence by increasing the 
agency’s social media usage 
• The agency could capitalize on 
digital marketing to reach new 
clients, especially if new services 




• Legal & regulatory change impacts project
• Decision delays impact project
• Failure to integrate with the organization
• Components or products are not maintainable
• Under communication
• Impacted individuals are not kept informed
• Stakeholders become disengaged
• Cost forecasts are inaccurate
• Budget (limited for training)
• Availability of participants and commitment
• Loss of time from work duties for training
• Federal and state regulatory entities 
(requirements) – constant changes from these 
entities; no dedicated staff or resources to stay 
abreast of changes.
• CARF accreditation requirements – changes 
with accreditation requirements
• No dedicated HR department/staff to help with 
implementation and                                                          
monitoring
• Low response rates for satisfaction surveys
Quality Assurance Plan
Plan
Increase the leadership 
skills of the 
management staff
Increase the competency 
level of all staff while 
remaining complaint with 
external accreditation 
entities and industry 
standards
Increase the quality of 
service delivery 
Do
Implement a leadership 
development training 
program for supervisors 
and managers with a 




based training program 
and online learning 
program
Standard Operating 
Procedures (SOPs)  
Implement and 
evaluate an internal 





survey results                 
360 Degree Feedback 
data    
Customer Satisfaction 
survey results
Pre and Post Learning 




data                         
Audit results            
Quality audit data 
Customer Satisfaction 








Interviews and Observations: 
• Organization has a reactive culture and is compliance orientated
• Learning is valued within the organization and it is important to have 
competent staff
• Management team encourages staff to develop themselves 
professionally 
• Management team would like to have a formal training program 
delivered both online and in the classroom
• More data collection needed
Reflection
What I Learned:
• Expand knowledge about 
organizational culture and the role 
leadership has in driving the 
culture
• Difference between Learning 
Organization (LO), Organizational 
Learning (OL), and Organizational 
Learning Culture (OLC)
• Disparities in Mental Health 
between smaller ‘Mom & Pop’ 
organizations and larger well 
established organizations
What I Would Do Differently:
• Proactive with my approach-
more research earlier
• Better time management –
increased opportunity for 
implementation
Areas for Future Study
• Capturing the culture of other types of 
service organizations- Social Services, 
Criminal Justice, Government
• Leadership in behavioral health 
organizations
• Role of mid-level management in culture 
change initiatives- small organizations
• Disparities between small behavioral health 
organizations and larger organizations 
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